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Enforcement Program Manager 

SUBJECT: Enforcement Division Report 

A. Consumer Protection Enforcement Initiative (CPEI) 

Enforcement Performance Measures (PM) - The following eight performance 
measures were developed by the Department of Consumer Affairs (DCA) to determine 
the effectiveness of efforts to streamline enforcement processes, reduce backlogs, and 
achieve the overall goal to process complaints within 12-18 months. 

PM 1: Volume- Number of complaints received. 
PM 2: Intake Cycle Time - Average number of days to complete complaint 
intake. 
PM 3: Intake & Investigation Cycle Time- Average number of days to complete 
closed cases not resulting in formal discipline. 
PM 4: Formal. Discipline Cycle Time - Average number of days to complete 
cases resulting in formal discipline. 
PM 5: Efficiency (Cost) - Average cost of intake and investigation for complaints 
not resulting in formal discipline. 
PM 6: Customer Satisfaction - Consumer satisfaction with the service received 
during the enforcement process. 
PM 7: Probation Intake Cycle Time -Average number of days from the date a 
probation monitor is assigned to a probationer to the date the monitor makes first 
contact. 
PM 8: Probation Violation Response Cycle Time -Average number of days from 
the time a violation is reported to a program to the time the assigned probation 
monitor responds. 

The PM statistics are compiled by DCA. At this time the PM report for the third quarter 
(January- March 2013) is not yet available. 

B. Regulatory Activity 

Proposed Regulatory Action to Implement SB 539, Mandatory Reporting 
Requirements - At its November 9, 2012 Board Meeting, the Board approved 
proposed regulatory language amending sections 2520.5 and 2523.2 (VN); and 
sections 2577.6 and 2579.4 (PT) of the California Code of Regulations (CCR); directed 
staff to submit the rulemaking file to DCA and to the Office of Administrative Law (OAL) 

http:www.bvnpt.ca.gov


for final approval; and authorized the Executive Officer to make non-substantive 
changes as are required by the Director of DCA and OAL 

The rulemaking file was submitted to DCA on April 15, 2013. Upon approval from DCA, 
the file will be forwarded to OAL for approval. 

C. Enforcement Division Updates 

Enforcement Division Vacancies -The following vacancies exist: 
• 1 Staff Services Manager II 
• 1 Supervising Special Investigator 
• 2 Special Investigators 
• 1 Staff Services Analyst 

Overtime - On March 2, 2011, DCA announced that the Board could again approve 
overtime. Since that time Enforcement staff have been volunteering to work overtime in 
an effort to reduce backlogs. For Fiscal Year 10/11 (March 2 - June 30, 2011 ), ·staff 
worked 942 hours of overtime. They worked a total of 2,720.25 hours of overtime in 
FY 11/12 (July 1, 2011 - June 30, 2012). From July 1, 2012, through 
February 28, 2013, staff worked 2,o96.25 overtime hours. 
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Enforcement Division General Statistics 

Table #1 summarizes the Enforcement Division's volume over the past six fiscal years. 
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Table #2 summarizes the Enforcement Division's processing times over the past six fiscal 
years. 
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